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D. concur lo agree wiui or to approve. 

4. content refers to what tlie trainee is saying, cmphtisi'/ing what happened as distinct from how the trainee fee/. 

about it. Tlic content Is always given from the trainee’s perspective; the meaning behind the feeling. 

5. contradict to be inconsistent with or opposed to. 

6. coutiseling a nv'o w'ay communication exchange based on a relationship between two persons, such as instructoi 

and trainee. Counseling facilitate.s increased self-a^reness, self-acceptance, and self-control on the part of the 
trainee. 

7. "dirty dozen” typical ways of respoitding In interpersonal reiacionship.s which are generally not cITeciive ir 

helping a trainee explore his/her feelings and experience. (See pages 42 43 for li.st and examples). 

8. empathy understanding how the other person perceives and feels about a sittiation or experience. 

9- feeling refers to the entotion behind an cxprcs.sion made by the trainee, emphasizing how the trainee reacts tc 
an event or experience as distinct from the experience or event itself Feelings may be both positive ant 
negative and vary in intensity. 

10. hypothesis an unproved conclusion or guess that can be tested, based on some facts. 

1 1. inference a conclusion based on evidence. 

12. initiating a way of responding that helps the trainees see where they arc compared to where they want to he: 

and, facilitates the development of a plan of action to help reach the dc.sired goal. 

13. listening an attending skill that focuses on trainees' verba! expression.s seeking untierstanding of the content anc 

the feeling expressed. 

14. negotiation a discussion designed to reach an agreement. 

15. obseruing an attending skill that Involves visual attention to iraittecs and their interaction with the relatcc 

in.siructlon, e.g., physical appearance, behavior, posture, and so on. 

16. personalizing ti way of responding that helps the trainees feel responsibility for the feelings they express, anc 

assume ctmtrol over their behavior and/or the situation. 

17. pertinent highly relevant. 

18. physically attending refers to preparation and arrangement of the physical environment for learning, the 

in.siructor’s physical appearance, and his olxscrving and listenng behavior. 

19. respect demon.straied intere.st and x'alulng of another person. 

20. responding communicating an understanding of ihe trainee's experience as hc/shc has expressed it. Respond 

ing liclps the trainee to explore his/her feelings, aitiiudes and \'alue.s ciboiit his/her current situation oi 
experiences. 

21. responsive base a condition in which the trainee views the Instructor ns having empathy and respect whicl 

indicates communication of feelings and undersumding. 

22. superficial partial or "surface” knowledge. 

23- surmised to guess using only slight evidence. 


11 IIIC cuinpuiieiu 

iiougl'k which apprentices are taught the backgrouml 
leory and range of application of associated technical 
ihject.s such as tnatheniatics, science and safety. Related 
istruction usually takes |)lace in a classrcKMn, after the 
fgular work is over. Most frequently, related Instruction is 
light by a skilled iradesperson or crafiworker. For the 
adesperson or craftworkcr to be an effective trainer, he or 
te must not only know their trade skill, but also must use 
aching skills appropriate for conveying that information 
) apprentices. This series of materials is written to train 
;lated subjects instructors in tlie critical teaching skills 
ecessaiy to perform their jobs effectively. The titles of the 
Dokieis in the .series are: 

1. IntrociiicUon to Related Subjects lustnictiou and 
Insemce Training Materials 

2. Planning the Apprenticeship Program 

3. Planning Related Subjects Instruction 

4. Developing InstrucUonal Materials for Apprentices 

5. Pmenting Information to Apprentices 

6. Directing Learning Activities for instruction 

1. Providing for Individual Learner Needs 

8. Controlling Instructional Settings 

9. Pvatuaiing Apprentice Performance 

10. Communicating with Apprentices 

Tlte first booklet introduces the series, describes the 
intent of each booklet, and provides an overview of 
■)prenticeship and of adult learners. The second booklet 
escribes how to plan an apprenticeship program and may 
2 used by related instructors, sponsors or scn'lcc agen- 
es. Fach of the other eight bookict.s deals with a set of 
aining skills judged by a panel of experts on appreniice- 
rip to be critical to working efTeciively as a related subjects 
istructor. 


Wliat Is This Booklet About? 

There are many skills that ilie related subjects instructor 
Hist possess In order to teach aj)prcnticcs effectively In 
■lated subjects. Tliese skills include: planning skills, 
■ganizational .skills, instructional .skill.s, technical skills, 


Effective communication between instructor and traini 
critlc'al to the trainee’s performance in the related insi 
lion area. This booklet provides instruction in four 
aretis related to effective communication and inlerpersi 
skills. Tliese are designed to assist you, the instructor, 

1. identify aspects of good interpersonal commur 
tion-, 

2. develop attending and responding skills, 

3- develop personalizing and initiating skills; and 

4. facilitate problem solving skills of apprentices. 

Wliilt Must I Do to Complete My Work 
in 'iTiis Booklet? 

Workingyour way through this booklet will require 
to read the text, to answer the quc.s[lon.s. to perform 
exercises, and to complete the pre- and posi-assessn 
instruments Expect to spend about five liours worl 
througli the materials. Tlie only resources you tieei 
complete your work In this booklet are: (0 a copy oi 
booklet; (2) a pencil or pen; (3) about two hounsof li 
and (4) recollection of past related instruction experler 

The materials are written in a self-instructional, 
grammed format. You may work througli the text, exam 
and questions at your own pace and leisure; you need 
complete your work in the booklet at one silling. 

Each chapter in the booklet Is devoted to a single s 
The general format of the chapters is similar, with 
following pans: 

1 . An introduction dc.scrlbing the skill and the inst 
tional ob|cctives for that skill. 

2. WiMt Is, when and why to vise the skill . 

3. Siep by slep directions for how to perform the sk 

4. An example of how the .skill Is used in re) 
instruction. 

5- A self-test exercise to apply the information aboin 
skill. 

6. Additional sources of information. 

Ibis booklet concludes with an appendix that coni 
the answers to the self-test exercises from each cha 
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provided for each skill; 

• Complete the self-test exercise for chapter and com- 
pare your answers with those provided in the 
appendix; 

• If you complete the exercise as directed continue 
your work in the booklet; if you fail to answer the 
questions correctly, repeat your work in the chapter 
under consideration; and 

• At the conclusion of the booklet, complete the post- 
test for the unit. Check your answers against those 
provided. If you exceed the criteria, continue your 


Tlic self-a.s,sessment will assist you to focus on comj 
tency areas associated with inteq^ersonal commiinicatic 
Read each competency statement listed in Figure 1 a 
assess your level of knowledge about and your level of si 
in performing that task. Knowledge means what you knt 
about the subject while skill means your experience 
successfully performing the task. Circle the number t! 
best describes your level of knowledge and skill. Com{ 
tencles where your ratings are poor or fair are those tl 
you should concentrate on. Pay particular attention to t 
chapters which deal with tho.se competencies. 


Figure 1. Communicating with Apprentices 
Self'Assessment 






Rating 



Chapter in Booklet 

Competencies 


Poor 

Fair 

Good 

Fjtcelle 

2. Identify Aspects of 

1. Comprehend and clarify 

Knowledge 

J 

2 

3 

4 

Good Interpersonal 

interpersonal communic'ailons In 

Skill 

1 

2 

3 

4 

Communications 

tlic related instruction setting. 






3. Develop Anending 

2. Attend to the trainee apprentice 

Knowledge 

1 

2 

3 

4 

and Responding Skills 

as a learner physically, visually 
and aiiditoriafly 

Skill 

1 

2 

3 

4 


3. Respond to the content, feeling, 

Knowledge 

1 

2 

3 

4 


and morning of the apprentice 
trainees’ expressions. 

Skill 

1 

2 

3 

4 


4. Interact with emphathy, respect, and 







promote trainee self-acceptance In 

Knowledge 

1 

2 

3 

4 


the related insiruaion setting. 

Skill 

1 

2 

3 

4 

4. Develop Personalizing 

5. Communkatc understanding of the 

Knowledge 

I 

2 

3 

4 

and Initiating Skills 

apprentice trainees’ individual 
problems and gcals by personalizing 
meaning. 

Skill 

1 

2 

3 

4 


6. Facilitate apprentice trainee’s 

Knowledge 

1 

2 

3 

4 


setting goals, developing action 

Skill 

J 

2 

3 

4 


steps, and implementation. 


objeclives for each skill; 

Read and study the text, examples and illustrations 
provided for each skill; 

Complete the self-test exercise for chapter and com- 
pare your answers with those provided in the 
appendix; 

If you complete the exercise as directed continue 
your work in the booklet; if you fail to answer the 
(|uestions correctly, repeat your work in the chapter 
under consideration; and 

At tlie conclusion of the booklet, complete the post- 
test for the unit. Check your answers against those 
provided. If you exceed the criteria, continue your 


now Muen uo i isjiow adouc ine 
Subject Before I Begin? 

The self a.s.se.ssment will assist you to focus on comi: 
lency areas associated with interpersonal communicatic 
Read each competency statement listed in l-igure 1 ai 
assess your level of knowledge about and your level ofsk 
In performing that task. Knowledge means what you kne 
about the subject while skill means your experience 
successfully performing the task. Circle the number tl' 
best describes your level of knowledge unci skill. Comp 
tencies where your ratings are poor or fair arc those ti- 
you should concentrate on. Pay particular attention to tl 
chjipters which deal with those competencies. 


Figure 1. Communicating with Apprentices 
Self-Assessment 


liating 


5a{>ier In Booklet 

Competencies 


Poor 

Fair 

Good 

I'xcellet 

Identify Aspects of 

1. Comprehend and clarify 

Knowledge 

1 

2 

3 

4 

Good Intep^cfsonal 

interpersonal communications in 

Skill 

1 

2 

3 

4 

Communications 

the related iastritaion setting. 






Develop /\rtencling 

2. Ancnd to (he trainee apprentice 

Knowledge 

1 

2 

3 

4 

and Responding Skills 

as a learner ph>'sically, visually 
and auditorially. 

Skill 

1 

2 

3 

4 


3. Respond to the content, feeling. 

Knowledge 

1 

2 

3 

4 


and meaning of the apprentice 
trainees' expressions. 

Skill 

1 

2 

3 

4 


4. Interact vnih emphathy, respect, and 







promote trainee seif-acceptance in 

Knowledge 

1 

2 

3 

4 


the related instrualon setting. 

Skill 

1 

2 

3 

4 

Develoj') Personali 2 ing 

5. Communicate understanding of the 

Knowledge 

1 

2 

3 

4 

and Initialing Skills 

apprentice trainees’ individual 
problems and goals by personalizing 
meaning. 

Skill 

1 

2 

3 

4 


6. Facilitate apprentice trainee’s 

Knowledge 

1 

2 

3 

4 


setting goals, developing aalon 

Skill 

1 

2 

3 

4 



Introduction and Objectives 

The counseling role of the related subjects Instructor 
quires that the instructor establish and maintain effectiv’e 
terpersonal relationships with trainees and utilize good 
terpcrsonal communication skills. The quality of the rela- 
)nshlp benveen the in.structor and the apprentice has a 
cat deal of influence on how well the trainee performs 
id benefits from the instruction provided. Apprentices 
jrform better and learn more In those Instructional siiua- 
)n.s in which the instructor ( 1 ) has in-depth knowledge 
1(1 advanced skills in the content area iie/she is instructing, 
) is efTicient and effective in instructional methods, and 
) has good interpersonal relationship and communica- 
)n skills. 

'llilnk of your own learning experiences, either in formal 
iucatlon settings or in Informal workshop.s, seminars or 
her types of training sessions. You have no doubt eiv 
luntered a variety of different types of instructors in your 
evious education and work experience. At one extreme, 
ere were those In.structors who knew their material and 
1(1 excellent skills but could not teach tliem to others, 
ley were lacking In instructional and interpersonal skills, 
n the other hand, there were those who were easy to 
late to, appeared to be very concerned about their siu- 
Mits, but had little background or experietice and limited 
jowlcdge and skill in what tliey were teaching. One type 
instructor is very competent In his/her area, but because 
poor inteipersonai personal relationship and communl- 
tion skills may come across as lacking in concern for the 
.idents, while caring only about the subject matter. 'Ihe 
conci tyj^e of in.structor probably siiccecdeci for a while, 
It as more and more .students perceived this person’s lack 
experience, knowledge and skill, their frustrations and 
.ssatisfactlon grew because they were not learning. 

'Hie capable instructor is competent In both knowledge 
id skills in the area of instruction, uses effective instriic'- 
)nal strategies and lecliniques, and possesses gcxxl Inter- 
^rsonal relationship and communication skills. Learner 
hievement and performance are enhanced by knowledge- 

1... ^CC .1 I.,.—. 


continuously influencing and being influenced by the ii 
personal input and feedback beween you and your trair 
Intetpersonal skills emphasize your communication si 
As a teacher, you are a communicator. You need to I 
developed the interpersonal skills nc( es.sary' to coniir 
cate effectively with your trainees. Interpersonal skill' 
critical teaching skills. You have been selected as a rel 
subjects instructor in pan because of your background 
experience and demonstrated knowledge and skills in ' 
trade area. Also, the person or group selecting you for 
position believes that you have the necessaiy skills 
instruaing others, i.e., being a good teacher. 

Tlte overall general purpose of tltis module series 
funher develop and/or improve your instructional s 
including planning, organizing, learner asse.ssjnent, deli 
and evaluation of .student performance, ^^1is panicular n 
ule focuses upon the development and niaintenanc 
effective Interpersonal relationships between you and ; 
apprciulcc trainees tmd tlie development and use of g 
communication skills. Tliese skill area.s in combinai 
interpersonal relationship and communication, arc 
cs.scntial ones for you to have If you are to fulfill 
counseling role of the related subjects instructor succ 
fully. 

Wlien you have completed your work In this iin 
materials, you will demonstrate your competence in id( 
Tying ttspects of good interpersonal communicatioi 
being able to: 

1 . Comprehend and clarify individual communica 
in an instructional setting; 

2 . De.scribc how good Intcq^ersonal communicatior 
tween instructor and student affects tlte performt 
of the learner. 

As you work througli these materials, iltink about ' 
interpersonal communication skills and those of 
trainees. Can they be made more effective through ince 
rating ideas presented In these materials? 


UK.C^^ UCLWCCII UIMIULIUI <lilU UdlllCC HI H IMl UClUMIdl 

Miing. Counseling recognizes that comnumication is a 
VO way process involving verbal and nonverbal cues. To 
incUon effectively, the instructor must be able to under- 
and and clarify Individual communications. Suppose, for 
xample, that an apprentice trainee enters your classroom 
dth an obviously irritated look on his face, cursing and 
nmplaining about "having to be in this stupid class." 
Because of the class, he was unable to keep an earlier 
ommiimem made to his wife. He had agreed earlier to 
ike her out to dinner with some friends wlio were visiting 
om out-of-town. At the time he made the agreement with 
Is wife and set the day and time for the dinner, he had 
ompietely forgotten about his related instruction class, 
his resulted in his current conflict. >XTien he discussed the 
ituation earlier in the day with his super\'isor, his super- 
isor advised him to skip tlie class, saying it was a waste of 
is lime anj'way. With reluctance, however, he had decided 
lat he should go to class. He was not happy about it, 
owever). 

Tliree basic points need to be considered In this .sltua- 
on. First, people tend to react to the aw;'Somethlngissaid 
iiher than wbm is said. The instructor may react initially by 
siting the trainee not to come yelling, screaming and 
urslng into his classroom, and completely miss the fact 
lat the trainee is really terribly confused. Second, wiiai 
cople say and how they say it is usually based on how 
ley feel. Keelings influence bcliavlor. Understanding a 
person’s feelings will help interpret the message. Tlie 
pprentice in the example was feeling very confused. He 
lad mixed feelings about being where he was —feelings of 
uili and disappointment for letting Itis wife down, confu- 
ion over his supervisor’s statement, feeling trapped about 
ie situation, and resentment toward the related subjects 
istruction. Third, for an individual to understand why he 
ichaves in a particular way, he needs to recognize that 
aese feelings affect his behavior. Tlte instructor can help 
le trainee recognize that his hostility and resentment hav'e 
auseci him to react by cursing and complaining. If the 
-ainee can become aware of these feelings, then he may 
'C belter able to keep communications open and handle 
lis problems in a more effective and productive manner. 

Below are listed alternative ways in which an instructor 


n yuii uv;. 

#4 ‘You're really angiy and resentful about having to 
here umight. Let me get the class stalled then we ( 
step out into the hall and discuss it. I’d like to kn 
why you think the class is ‘stupid’” 

Wltich of these four responses do you think would 
most helpful? Which is tlie one you would be most likely 
make, given the situation? Most people automatic: 
choose and ^3. look at each of these four respon 
and examine how each might help the trainee better uiu 
stand his feelings and see how tliey affect his behavior. 

Respon.se is an ultimatum or direct command It n 
likely lead to the trainee responding with a tlireat of 
own. storming out of the room cursing and/or complain 
or, perhaps, sheepishly taking his seat but with increas 
feelings of hostility and resentment. 

Response ^2 .shows a recognition of the emotional st 
of the trainee (being very up.scc) and then asks a quest 
about the source of Irritation (WJiac’s bugging you?). 1 
rc.sponse tends to ignore or discount what the tnilncc s 
and looks for some other, hidden reason for his be 
angry and upset. It is likely to receive this kind of rc 
from the trainee; ”I said t/j/sclass . . . this s/z/p/r/class, th 
what's bugging me." Rather than gaining some understa 
Ing of feeling, emotions iiavc Intenslfled. 

Response ^3 is ti form of advice giving or solut 
sending. It docs not recognize or respond to the tralnc 
feeling.s in this situation. It also leaves tlie trainee out of : 
process for solving his problem because in this rcspoi 
you have told him how to solve Ills problem. Such act 
lesseas opportunii)’ for dex'elopment of self-control. 

Response #4 has two characteristics which are import 
to elfeciive communication. First, the response is respot). 
to the trainee’s feelings, it recognizes his feelings, identi 
and labels them, and docs so in a way that is not ju 
mental. Feelings are easier to deal with once you > 
Identify and label them. No doubt you have been i. 
situation yourself wliere you have wondered, "Wliy ni 
getting so upset about this?” Being able to identify feclii 
helps to pinpoint what is bothering each of us. The sect 
characteristic of this response is tliai it iniiiates some k 
of action by the individual. In this instance, ilie act 


are imponant aspects of communication with which you 
must be aware. Tlic.se are called attending and pen-onal- 
izing skiWs. 

In our example situation, the Instructor did attend to the 
trainee and was aware of his being u|xsei. You might sjiy, 
“Well, of course, he was aware of and attended to the 
trainee. Tlie guy was cursing and complaining, how could 
he ignore him or not be aware of this disruption?” And 
right you are. Attending to the trainee is an Important skill 
in interpersonal relationships and communication within 
the related subjects instructional .setting. Attending is also 
very imponant in situations other than disruptive situations 
like the one used in our example. It is an essential pan of 
your instruction and is very itnponant with individuals who 
may not be outwardly disruptive and call attention to them- 
selves, but who are inwtird and wlthdniwn and not Involved 
actively in the learning pr<x.'C.s,s. Attending means giving 
attention physically to tilings like where you stand, how 
you stand, where you face and liow you look. Also it means 
avoiding liaving objects sucli as desks between you and the 
trainees, and carefully obsen'ing and listening to the train- 
ec.s, Attending is an essential pre condition to Instructing 
and helping. 

Personalizing i.s another important aspect of good com- 
munication. In personalizing, you use your own experience 
to help the trainee determine wlierc they arc In relation to 
where they want to be. Tlie peisonal pronoun “you” Is 
used ill your veiiial response. Personalizing helps the other 
person gain control of their behavior and solve problems. 
As they Increase their understanding and see the personal 
relevance for themselves, tliey arc more likely to initiate 
change tliat will lead to a realization of their goals. 

To review, there are four key aspects to good Interperson- 
al relationships and effective communication skills. They 
are summarized as follows: 

Attending. Tlie.se skills are essential lo Instruction and mean 
tliat you, the instructor, are attending pli^ically to your 
trainees and are oh.seri’ing and listening to them. Attending 
may be con.sidcred an essential pre condition to instructing 
and helping. 

Responding Re.sponcling means communicating an under- 
standing of the experience expressed by the trainee. It fitcill- 


you help the trainee iinder.stand where ihe^ 
they want to be. Witii initiating skills, you 
trainee, begin to lay out a program of actio 
the trainee reach a desired gail. 

Being able to recognize and identily 
interpersonal communications in others a? 
self can help you begin to develop or inipr 
al skills. Try to liccomc aware of how oil 
municate with one anotlier. Tike note of h 
such as your spouse, friends, supervisor, 
respond to you in various situations. By 
own sensitivity and awareness, you will .s< 
which you can develop and improve your 
skills. And remember, effective communict 
of successful counseling and interpersor 
with trainees. As you develop your comr 
through increased sensitivity and awarene.'" 
to sec more and more .situations when efft 
cation can be very important to successfu 
proljlem, to increasing an indivldutil’s .set 
dence and .sclfcontrol, or to increasing trail 
and progics.s in the instructional process. 


How To Perform The SI 

You can learn to identify aspects of got 
communication by ( 1 ) becoming more a^ 
communicate; (2) becoming more aware ( 
communication skills; and (3) Internaliz.i 
a "checklist” of items which should be 
evaluating your own or another person’s < 
Mere are some checklist items to con.sldei 

1. Are you attending physically to tlie 

making the learning enviro 

able, auracilve, stimulating, t 

presenting yourself in terms 

ance and behavior as a po: 
trainees? 

facing the trainees square! 

across from right slioulder? 


ihe trainees’ eye contact? 

3- Are you listening to your trainees? 

hearing the content of what ilte trainees say? 

listening for and understanding the feeling 

beliind what tite trainees are saying? 

Are you responding to the content of the trainees’ 
expressions? 

capturing the gist of what was said and being 

able to express it back to the trainee? 

5. Are you responding to the feelings behind the 
trainees’ expressions? 

understanding the trainees’ feelings? 

formulating and using feeling words to show 

you understand the trainees’ feelings? 

6. Are you responding to the meanings of the trainees’ 
statements? 

understanding the reasons for the feelings 

expressed by the trainees? 

communicating your understanding of the 

reason for the trainees' feelings? 

7. Are you personalizing the meaning of the trainees’ 
experience in your interpersonal communication 
with your trainees? 

pinpointing the trainees’ role In their own 

experience? 

helping the trainees recognize their respon- 
sibility in the experience? 

identifying the implications for the trainees? 

8. Are you personalizing the problem for the trainees 
by focusing on what the trainees are unable to do? 

focusing on the trainees’ behavorial deficit? 

proceeding with care to insure that the 

personalized problem is acceptable to the 
trainees? 


. specifying what is to be done? 

_ determining what actions are to be per- 
formed? 

_ knowing where the action will take place? 

_ stating how the action steps are to be carried 
out? 

- staling how the action plan will be e\'-aluated? 

. understanding the needs and reasons for 
trying to reach the goal? 


Examples 

Applying the checklist criteria to responses that you 
make to your trainees, to other persons’ communications, 
and as well to statements by trainees to each other can 
help you develop better listening skills and a deeper 
understanding of the communication process. Develop an 
overall rating for a response by thinking about various 
levels of inteipersonal communication in terms of respon- 
siveness and initiative. As you review the suggested levels, 
remember that attending skills are essential to communica- 
tion; therefore, It is assumed that appropriate attending 
skills arc present. Also, the concepts of personalizing and 
initiating are combined into the single term, "Initiative." 
Review the levels listed below and tltc examples for each. 

Level 'I Responses are both low on responsiveness 
and low on Initiative. Often, the responses are 
more like questions or lectures that do not 
respond to the trainees’ feelings nor provide a 
.sense of direction. 

Example: 

Trainee: “I’m gonna get Johnson back, no 
matter what. That ‘Turkey’ has 
done duped me again.” 

Response: "You better learn to stay away 
from him. You know what they 
say, “Fool me once and . . . ; fool 



there lias iDcen no response or recognition to 
the feelings and meaning associated with the 
trainee’s experience. 

Example: 

Trainee: “I’m really worried about the 
exam. I don’t know what’s gonna 
be on it, and tlie instructor hasn’t 
given any clues." 

Response, “ixiok, all you gotta do is review 
the questions at the end of each 
chapter. If you can do those oktiy, 
you’ll be all right, believe me” 

3 Tliesc responses arc high on responsiveness 
but low on Initiative. The feeling or meaning 
of the person’s expression is understood and 
related, but there is no direction given. 

lixamplc. 

Person: (Silting iti car with city street map 
in hand). “I’m running very late 
fora meeting. Oh, I will be lerri- 
bly embarmssed to go in laic. I’m 
not .sure where I am. Can you 
help me?" 

Response: "You feel really upset because 
you don’t like to be late. You’ll 
feel really embarrassed if you 
have to go in after everyone cl.se 
is there.” 

Person: "Please! Give me some directions, 
Please!" 

4 Responses at this level are high on rcspoasivc- 
ness and high on initiative. They personalize 
the feeling and meaning of the experience 
and demonstrate understanding for where the 


Trainee: Sometimes 1 think rm just not 
smait enough to do this work. 
I’m too dumb.” 

Response: ' You’re feeling pre//)' about 
your .scliool work liecau.se it al- 
ways seems to turn out poorly 
and you’d like to do a lot better. 

Check to sec if you can identify 
tlie response plirases tliat express 
(1) the feeling, (2) where the 
trainee is. and (3) where the 
trainee wants to be. 

Level *5 'nie.se rc.sponses go a little farther beyond ilie 
level responses. They express both tlie 
feeling and the meaning of the trainee's ex- 
prc.ssion at a much deeper level ilian whsii ^va.s 
cxprc.Ksed. Any direction-giving reflects an 
under.standiiig of where tlie tminee l.s and 
where he/shc svants lo be. Furiher, tlic re- 
sponse initiates a program plan lo aclileve ilic 
traiiiee'.s goal. 

Ilxample: 

Trainee: "I liiink old man Baker i.s jirc- 
judlccd. He treats me like dirt; 
gives me all ihe clean-up work 
rt//ihc lime. Never anybody else! 
He picks on me because I’m 
black, and I resent It. Can’t you 
do something about liini?” 

Response. "You’re veiy' bitter about tlie ircal- 
meni you’ve received from Mr. 
Baker because he treats you un 
fairly and make.s only you do the 
crunimy jobs around the plant. 
You think he treats you this way 
because lie’s prejudiced against 
blacks. I tiiink we need to sit 


SMis of Te^icJjin^: hitci’persoual SkULs. Amhersi, MA: 
flumiin Resource Deceiopiucnt Press, 1977. 

Tlieir analysis of teacher cofniiiiinicaiion skills ser\’cd as 
the basis for material presented in (his chapter. 


Self-Test Exercises 

Usifig the luord list. Jill m the bUtfiks with tlx‘ nj^tx^riate 
words in the sentences below. Check your ansteers by refer- 
fing to the appendix In the back of the booklet. 


WORD US’!' 


interpersonal 

trainee 

exploration 

lectures 

attending 

cxjunseling 


Initiative 

responsiveness 

you 

coninuinication 

listening 

act 


1. 'Hie counseling role of the related subjects instructor 
requires that the instructor establish and maintain 

effective reltitlonshlps with the 

apprentice trainees and titilize good interpersonal 
. — skills. 


2. Broadly defined, - Is a rcciprcxral 

communication proce.ss based on a dynamic rela- 
tionship between two persons. 

3. The counseling process is important bec-ause it facili- 

tates increa.sed self-awareness, self-acxeptance, and 
self-control on the part of the . 

4. Personalizing is an Important aspect of communica- 
tion. In responding in this way, you draw upon your 
own experience to help the tiainee determine where 
lie is in relation to wlierc he wanrs to go. As a 

general format, the personal pronoun “ ” 

is used in your verbal response. 

5. skills are essential to 

instruction, and may be considered a pre condition 
(o instructing and helping. 


8. Attending to the trainee means physically j 

obsen-ing and torh 

9. In evaluating the appropriateness and effe 

of our or another instructor’s responses tc 
expressions, we are concerned about liigh, 
and 

10. Examples of the types of responses to tr 
pressions which are low on both respo 
and initiative would Include questions or 
which do not respond to feelings nor | 
sense of direction. 
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'Iwo basic skills necessary for effective communic-ation 
: aUc>idi}i^-AV\d responditig. Attending is the morcessen- 
1, for It is the foundation or prerequisite, both for re- 
onding and for using more advanced skills ofeommuni- 
tion. This unit is concerned initially with techniques you 
n use to improve your attending skills. In addition to this 
Lindation, the chapter al.so contains a review of specific 
i^'s of responding. Pay particular attention to the concepts 
content, feeling, empathy and respect. Wlicn you have 
mpletcd your work in thi.s unit, you unlf demonstrate 
Lir understanding and competence in tittcnding and re 
onding skills by being able lo: 

1. Describe specific behaviors which are important in 
using good attending skills; 

2. Identify and discriminate the content and feeling of 
wiUien communication; and 

3. Demonstrate knowledge of the concepts of respect 
and empjithy in communication and intcq^crsonal 
relations. 

As you work through thc.se mtuerials. think aljoiit your 
lerpersonal communication skills and those of your st\t- 
nts. Can they be mcicle more effective through incor|X)rai- 
j? the ideas presented in these materials? 

What, When, and Wliy Use 'Ilte Skills 
Attending Skills 

Attending skills include physically attending to, observ'- 
and listening to your trainees. Tlicy refer lo the specific 
rhnique.s. mannerisms, and style that you use In approach- 
the trainees that you teach. Mow you use these skills, 
It is, how you aj^proach your trainees communicaics to 
sm your level of interc.st in them and how much you c*are 
out them and their success in the related subjects 
itruction. 

The most important thing about attending skills Is their 
'ect on the motivation level of the trainees. One of the 
ast nagging problems in related Instruction is lack of 
ativation among the trainees— not all, but many. For too 
:my of them, it’s a matter of simply putting in their time 


relcviince of the related instruction to what they are d( 
on the job. Tlie instructor’s use of appropriate and effet 
attending skills can improve and increase trainees' mo. 
tion. Further, the use of attending skills is under the cor 
of the instructor. Unlike other factors such as educaii( 
background, previous work experience, and social matu 
each of which influences trainee motivation, attendings 
are directly under control. How well you use th 
and consequently how effective they are, depends c 
pletely on you. 

'flieie are three types of attending skills about which 
miLSt know: (1) physically attending, (2) obsciving; 
(3) listening. 

Physically Attending 

Physically attending rcfcis to how you prepare the le 
ing situation for your trainees and how you present youi 
either to individuals or to a group. In preparing the lean 
situaiioit or instructional setting, you should do so In a 
that Is consi.steni with the interests, age and maturity ic 
of your trainees How you arrange the furniture in 
room, which types of fvtrnUurc you use (e.g., schoolt 
desks or tables and chtiirs); the visually displayed mate 
you use; and having a comfortable environment in terrr 
lighting, noise, temperature, and ventilation, are all fm 
lani. Tlie environment should be comforutble, aitraci 
and functional. Wlien such a classroom environmer 
provided, It communicates interest in the trainees 
invites their attention to tlie learning that is going to i 
place. 

In presenting yourself to the apprentice trainees, 
Important to consider your appearance and behavior, 
physical appearance is important and your dress and gro 
ing should reflect your role as instructor. Remember 
you are a model for what you w-ant to see the appreni 
become in their respective trades. Re sure that yottr v 
habits, such as being prepared, being on time, and gra( 
their work promptly and fairly, present a good mode! 
them to follow in their trade. Other specific behaviors 
should be aware of include your po.sture and your 
contact. In addre.ssing an individual apprentice trainee, 
should be squared-up with and facing the trainee—’ 


ng li lease Da.si<dDaii game, i-unner, nwmiain eyecomaa 
dih tlie trainee, llii.s communicates your interest in the 
rainee a.s an individual and gives you the opportunity to 
>b.serve the trainee’.s facial expressions and behaslors, a 
ounce of important information \Vlien addressing a group 
>r classroom of trainees, the important aspects of attending 
Iso apply. Be sure to face the group sqimrely, pasitioning 
ourself in front of them so that you are able to have all of 
hem in your view. Avoid turning your back on them while 
alking, even when writing on the board Make eye contact 
vith each individual trainee, moving from one to another 
luickly as you scan the group and obsewe their niiention 
md response. Minimize the distance and number of physi- 
•al objects such as desks or tables between yourself and the 
rainees. AjTange the desks or tables and chairs in the room 
0 that you have space to pass between them a.s you move 
iround the room and observe the trainees at their learning 
asks. 

'^bsm’ing 

Tlie second b'pe of ituencling skill wlticli you should 
levelop and use is observing. Learn to obscA'C the follow- 
ng things about your trainees: ( 1 ) tlicir learning environ- 
nent, (2) their physical appearance, (3) their behavior; (4 ) 
heir po.sturc; and (5) their eye contact with you as their 
nstrucior and with the educational materials they arc work- 
ng with. Ix)ok at the area wliere the trainee is working. 
Joes it indicate that ilie trainee is prepared and well orga- 
liited? Arc all necessary books, supplies and materials there? 
-las the trainee organized his.^her desk or work area to do 
fie work eflectively and efficiently-’ Does the area have 
idequaie lighting? Is the area free from distracting noises 
ind interruptions? Observe also the trainee’s appearance. 
)Omc obvious observations include age, sex. size, race. 
\Jso, observe dress and grooming. Here again, look for 
ippearances and presentation on their part that tells you 
lomcdiing about their dress and grooming halilis. Is their 
Iress conservative? coordinated? neat? What inferences can 
'ou make about the trainees as learners iliai may .suggest 
vays for you to relate best to them in the instructional 
:ett{ng? Remember that observations of your trainees’ phj'si- 
■al appearances are inferences and nui.st be checked 


aixnit tncir interest anti attention a.s well, ror example 
trainee with head bowed down or supponecl by his ha 
maybe fatigued after an exceptionally hard day at work, 
the learners’ faces look puzzled? Perhaps they arc havi 
clifticulty understanding the le.sson being presented, Los« 
interest may result if iliey are having trouble following yc 
lecture t)r are unable to do the task you have given the 
From your careful observ'ation, you should be able to s 
how the trainees have prepared themselves, how mi 
interest they have, and how well they are attending to i 
Je.ssoji. 

Lislening 

'Hie third type of unending skill is listening, 'llicrc ; 
m'o aspects of listening. One is listening for the irainc 
feelings bcliind their expressions, llie second is listeni 
to the content of the trainees’ expressions. Listening 
l>oth content and feeling in the trainees' exj5ressions i: 
.step toward better undcnstanciing of the trainee and th 
experiences or situations. Wlien you are listening to yc 
trainees, whctlier it be in the classroom or in.structlot 
setting, before or after class, during conferences with in 
vidual trainees, or in le.ss formal situations, you must list 
to what is said or the content as well as to tlie feelings t 
irainec is expressing along witli the content. Some exa 
pics of feelings whicli tniinees might have, l^och positi 
and negative, arc presented in Table 1. Review the list a 
ir^’ to think of other words that de.scribe positive and ncj 
live feelings Wliat words do you use most often to clescri 
your feelings— when you are feeling good alx)ut tilings 
not so good about yourself or a situation you are involv 
in? 

Look at (he five statements made l^y trainees and listed 
Figure 2. With the first expre.sslon, the content and feelir 
arc identified. Following this example, identify the contc 
and feelings of the other four statements. 

Check to see how your identification of the conicni a 
feelings of each of the .statements matclies those giv 
below. Wlicre yours are particularly different, and y 
niis.sed a particular feeling or misinterpreted the come 
read the statement agaiii and see if you can recognize t 
feeling and descrilDe the content. 


neat 

bored 

relieved 

sad 

satisfied 

disappointed 

proud 

blamed 

excited 

embarrassed 

o.k. 

rejected 

optimistic 

lonely 

liappy 

pessimistic 

interested 

confused 

liopeful 

down (depressed) 

rehixed 

discouraged 

secure 

anxious 

comfonable 

helpless 

great 

scared 

wonderful 

bad 


Figure 2. Example Statements 


I’raince vStatemem 

Content 

Feeling 

#■1 Yesterday, I went to the doctor and fotind out 
that I’m pregnant. Now what? 1 certainly don't 
want to lose this job and the training I'm 
getting. 

Went to the doctor, learned 
of pregnancy. 

uncertain, .scared, concci 
about future. 

^2 Can you believe it? Snyder’s monthly evaliui- 
tion report on me was super. I think I'll get 
that niise now. 



#3 Trying to make it on this apprentice salary is 
rougli, let me tell you! I hope I ran .stick with 
it long enough to let it pay off. 



#4 1 got it! Finally, I think I’m getting the hang of 
these equations. 



#5 boring, tliat’s what it is. Wliy do we have to 
know all this junk about labor union hi.stor\' 
and aj^preniiceshlp laws? 




Content 


Fcclinfi 


»2 Received positive evaluation repon from supervasor 


Proud, surprised, happy, hopeful. 






Jevelop nctccr uncierstancimg about tneir teciiiigsana meir 
oehavior. Kunher, it will help them to determine what they 
ran or should do. 'ITie way in which you re.spond must 
accomplish two things. First, you must respond to the 
feeling being expressed by the trainee. You mtisi rcci'jgniv.e 
:he feeling being expressed and formulate and use a feeling 
word that describes it. Your li.stening skills are critical in 
:his regard. After listening, reflect your understanding back 
:o the trainee lusing the general format: ‘Tou feel 

Second, develop an understanding of the trainee's reason 
for the feeling, litis emphasizes the meaning behind what 
[he trainee is saying, and allows you to combine the feeling 
jnd the content. Ihe format of the reflective statement can 

oe expanded in this way. “You feel 

because By responding ssith a 

reflection of the feeling and the meaning behind the feel- 
ing. you are responding efTectivcIy, Itelping the trainee to 
explore his feelings and hisdter situation funher. 

Here are some examples of responses that arc effective 
They refer back to the trainee statements pre.scmcxl in 
Figure 2. 

Traivee SiuU‘nwn(f*l: "Yesterday, I went to the doctor and 
found out Ill’ll I’m pregnant Now what’ I certainly don't 
wni to lose this job and the training I’m getting." 

Response^I-. You feel uncenain about what’s going to hap 
pen because of the pregrunc>’ and aren’t sure how It’s going 
to affect your work and training. 

Trainee Siaicmenirr2: Can you believe it? Snyder’s monthly 
es'aluatlon report on me was super. I think I’ll get that raise 
now. 

Resiiome f*2: >'oii're really proud of that report, e\’cn better 
than you thought it would be, it may mean you’ll get that 
next raise. 

Trainee Suucnient^3 Trying to make it on this apprentice 
salary is rough, let me tell you! 1 hope I can slick with it long 
enough to let it pay off. 

Response >*3: The money situation is discouraging— you’re 
concerned about being able to stick it out and complete the 
apprentice training program and benefit from it 

Following the instructions provided thus fer on respond- 
ing, and usi ngthe examples above, write a response that you 


Trainee Statement f>5: Boring, that’s what it is. Wliy do wt 
have to know all this junk about labor union hi.story anc 
appremice.ship laws? 

Your Response to^5: 


Compare your responses with the following vespon 
that were suggested by experts. Tlic suggested respon 
follow the format for reflective statement.s of feeling a 
meaning. If your responses arc similar, then you are usi 
good responding .skills and undersiancl the concepts si 
as listening, being able to recognize and label feelin 
and formulating a reflective resj^onse that helps the irair 
explore more fully his/her feelings and behavior, If yc 
responses arc not similar, or If you have misinterpreted i 
feeling, or fail to see the reason for the feeling, then y 
should review tills section on attending and respond! 
skills. 

Check Yourself 

Example Response **4; You Feci tvlieiK'tl because you hcn\ 
gotten over the hump in solving equations 
Example Response #5.' You feel frustrated becau.se you 
don't like studying lfx> history and /ate which is pan of tht 
course. 

Respecl and empathy 

The suggested way to re.spond to the trainee's expr 
slon helps to communicate two things about you to i 
trainee. First, it communicates to the trainee that you ht 
respect for him/her. By indicating tiiat you are interest 
and want to listen, you are saying to the trainee that he/s 
is valued and respected. Tliis increases the trainee’s w 
ingness to explore feelings or problem areas. Your resp 

for the trainPP ran hp)n hrpaL- dnwn rtip i-^arripre nf fur 


'he "Dirty Dozen" 

The t>T)e of reflective rcs[)onse and tlie formal for deli\’ery' 
lat is proposed can he contrasted wiili typical way's of 
?sponding wliicli arc gcnenilly not cfi'ective in helping the 
aince explore his/licr feelings and experience. These 
pcs of responses have been referred to as the “dirty' 
ozen." Probably you will recognize them. As you review 
tetn, iclcntify those that you may tend to use often. Also, 
link of liow siatenients such as these have made you feel 
/lien others have made them to you. 'file list presented 
ere was compiled by Or. 'Iliomas Gordon, a psychologist 
/ho has studied inteipcrsonal relationships berween parent 
nd child, teacher and pupils, and employer and employee. 

“Tlie Dirty Dozen” 

1. Ordering, Directing, Commanding 

"Stop complaining. You’re going to have to know 
this stuffbecause it’s part of tlic course. 'I'hcre’s not a 
thing else you can do." 

2. Warning, Admonishing, Tlireacening 

"If you don’t stait showing up on time for class, I’ll 
report you to the personnel office.’’ 

3. Exhorting, Moralizing, Preaching 

"You should have thought about tliat before you got 
pregnant." 

'i. Advising, Giving Suggestions or Solutions 
“Well, I'll tell )'ou wliat I’d do, I’d . . . 

5. Lecturing, Giving Logical Arguments 

"One of the tilings you're going to find out on the 
job is that you don't always get your wiy. So . . 

6. Judging, Criticizing, Disagreeing, Blaming 

“Your attitude is all wrong. You’ve just got a i>oor 
altitude about this." 

7. Praising. Agreeing 

May not always be beneficial. May be viewed as 
manipulative; may evoke hostility if the person 
doesn’t agree with your evaluation; or, may create 
dependency. 

8. Iniepreting, Analyzing, Diagnosing 

“I know what’s wrong with you. You’re just too shy.” 

9. Reassuring, .Sympathizing, Consoling, Supporting 


'ITie "diiTy dozen” are responses everyone uses fn 
lime to time in communicating uith children, spoilt 
friends and trainees. No doubt you have been on i 
receiving end of iliese kinds of .statements, e.g., when > 
have had a problem that needed re.solution. You know i 
limited effect of these statements. Often, they may l^e im 
harmful than helpful. Tliey tend to cut off comnuinicaiii 
rather than increase communication and exploration. 
contra.si, appropriate attending, listening and respond' 
skills do help increa.se communication and exploration 
the following ways; 

1. Helps the trainee find out exactly what they ; 
feeling. 

2. People become less afraid of, and more comfortal 
with negative feelings. 

3- Promotes a better relatioaship between instructor a 
trainee. 

4. Helps improve the problcnv.solving abilities of i 
oiltcr person, the tminee in this context of relai 
apprenticeship instruction. 

5- TTic trainee becoines more receptive to the instr 
tor’s thoughts and ideas. 

6- Hie rcsponsiblllt)' for solving the problem or deal 
with the situation remains with the trainee; It dt 
not become the instructor’s problem, for example 

"Door Openen" 

In some situations it may be difficult to identify ’ 
trainee's feelings, even though you know chat feelings 
there. In such situations, it may be mo.si helpful to u.sc \v 
are called "door openers." ’niesc communicate to 
trainee that you are interested in what ilie trainee has to 
and are willing to listen to him or her. ilerc are so 
examples: 

“I see.” 

“Oh." 

“Interesting." 

“Tell me about it.” 

"Shoot, I’m listening." 


How to Perform the Skills 

rbese skills, attending and responding, may be new 
lls for you, may be skills that you have used in the past or 
ly be skills that you are using now. Whether you are 
ing these skills for the first time or trying to improve 
isting skills or revive old ones, i\vo things are critically 
portani— and practice. With each of these 
ills, you must be aware contintially of how you arc attend- 
3 to your trainees and how you are responding to them, 
lu also must practice tlicsc skills on a regular and consist- 
,t basis whenever your related instruction classes meet. 
)U need continuous use of these skills in order to perfect 
em and keep them sharp. 

You can develop the skill of phy^icaliy eutemUng by 
)ing the following: 

1. Face squarely the individual trainee or class with 
whom you are interacting. If it is nn individual, his/her 
right shoulder should he directly across from your 
left shoulder; if it is grotip.you should position your 
self so that you are facing the group and have full 
view of them. Tliis way, you are able to make eye 
contact with each trainee in the class. Avoid turning 
away unnecessarily to one side or the other. Do not 
tty to talk and ssrite at the backboard at the same 
time, with your back to the cla.ss. 

2. Maitnain eye contact with the person with whom you 
are talking. If you are Interacting with a class or group 
of trainees, make eye contact witli each member, 
moving from one to another in a candom fashion. 

3. Minimize the di.stunce between yourself and the 
trainee/class and make sure you liave removed all 
pliysical objects that create a barrier beiw'een yourself 
and the traince/class (desks and other furniture not 
needed for demonstration, for example). 

4. Make sure that you have organized the room and 
taken care of other aspects of the ph>'sical environ- 
ment to make the setting comfortable, attractive, 
functional and in tune with the interests, trade areas, 
ages and maturity levels of your trainees. 

You can develop your observing skilbi'bY using a sj'stcm- 


lions, you can see if a trainee’s appearance orbt 
ior changes over time. You can al.so see wheth 
not your ob.seivation .skills arc improving. II 
example, you are able to record after class ge: 
comment.s about each trainee’s physical appear 
then you have begun to master observation skil 

4. After you have focused upon one area for obs 
tion for about a week, shift your observation foe 
another area. Repeat the above steps over a peril 
three to five days. 

5. /\fier you hav'e developed your observation ski 
the area.s of learning env'ironmcnt, physical ap 
ance, behavior, po.siure, and eye contact to a sat 
lory level, begin to focu.s on individual trainees 

6- Select one trainee to observ'e and focus your obs 
lion on this one trainee for a period of three ic 
class meetings. Be compreliensive in your appri 
observing skills in all of the various areas tiiscu 

7. From your observations of a single trainee as 
gested in Step ^6, develop some hypotheses a 
the trainee. Next, check to see if your Idea; 
accurate and valid. For example, you observe 
the trainee is slow to begin his/her work afte 
stiuctions are given and assignments made. He 
watches to see svhai t>thcr trainees do and 
begins his/her work. Perhaps the student ij 
understanding your verlxtl instructions or has 
ctilty in following directions. You can check ihi 
by asking the student to restate instructionsA 
lions to you. 

8. Repeat Steps #6-7 with two more trainees in 
related .sublects’ program. Notice how each inc 
uul trainee is unique, with differing personality s 
work Itabits, and so on 

9- Apply your observation skills in all of your in; 
lional settings with all of your trainees. 

10. Periodically check your observation skills by rC' 
ing. This will help you maintain the .skills you 
developed. 

You can develop your listening skillshy becoming 
awrare of your own and oilier persons’ conversations, 
menus and expressions. Do the following: 


I j.sien to other persons’ conversations. They could be 
talking to someone else or to you. Can you describe 
or restate tlie content and detect and Identify the 
feelings that arc being expressed? Make some hy- 
potheses or guesses about what content and feelings 
you think are being expressed. See if tliey are con- 
firmed by the person later in the conversation. 
Ifvaluate how well you think you are doing and seek 
to improve your listening skills. Remember that no 
one is perfect in this, which Is why communication 
between people is so complex and can lead to such 
confusion at times. 

Keep in mind that if you want to have good listening 
skills, you must: (a) want to hear what the other 
person is saying; (b) be willing to take the time to 
listen or if not, say so; (c) accept the conioni and 
feelings expressed as being real in ilie perspective of 
the other person; and (d) understand that the other 
person’s feelings are transitory, not permanent. 

HI can develop and apply your responding skills In 
•changes with your trainees by using the suggested 
lat; 

feel (Identify feelings) becau.se 

(state the content of tiie expression) 

ore specific steps include the following actions on your 

Identify the content and the feeling. You will accom- 
plish this by using your newly developed or Improved 
listening skills. 

Formulate a response statement. 

Communicate your response to the otlier person 
using the suggested format (You feel. ..because...). 
Avoid using the “dirty-dozen" responses. I3ut, If you 
happen to forget and slip one in— do not worry. 
Come back with a more reflective, responsive com- 
ment at your next opportunity. (Old habits are hard 
to break, but you can do it with effort and practice.) 
Remember to use "door-openers” if you are not sure 
of your response. Tliese will Iielp to keep the cnhcr 
person communicating, giving you additional infor- 
mation to use to identify content and feelings and 
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general high quality of his work were not consistent witl 
his test scores. Overall, Alvarez had a C average based or 
five tests which were given weekly since the start of th< 
course. With a test upcoming in a couple of days, Robl^ln: 
decided to pay particular attention to Alvarez prior to anc 
during this next test. From his observations of Alvarez or 
the day of the test, he noted the following: 

1. Upon entering the classroom, Eddie seemed vep 
serious. He took no time to Interact with othe’ 
trainees, to exchange chit-chat or joke wiili them 
While all of the trainees were more serious on les 
days than other dayv, Eddie seemed more so. 

2. Eddie took his seat and began to review furiously hi' 
text materials and class notes. His review .seemec 
hurried and disorganized. 

3. Once Robbins said it was time for the test and fo 
trainees to put all of their materials away, Eddie die 
this. 

4. Wltilc wititing for the test to be distributed, Eddie die 
a lot of “fidgeting" in his seat. He did such things at 
lapping his pencil on the desk, wringing his hand.s 
and rubbing his hands on his pants as If wiping then 
off. 

5. Eddie worked on the test in an agonizing manner 
.seeming to have to wrench each an.swer from himsel 
to put it down on paper. 

6. After about half the allotted test-time had past. Hcidit 
seemed to have given up on the lesl. Vie wr^s dis 
traded by other activities going on in the room o 
outside. At times, he seemed to be just staring off Inic 
space. 

7. After Mr. Robbins announced that only ten minute; 
were left, Eddie seemed to direct more of his atten 
tion to the test and cotuinued answering the ques 
tions although in a "hurried-up” fashion. 

8. Mr. Robbln's review of Eddie’s test papers indicated ; 
good deal of confusion and di.sorgani'zaiion in hi; 
respon.scs. He noted where Eddie had missed ques 
lions that he had been able to perform with relativt 
ease in cla.ss. 

Based upon his ob.servations, Mr. Robbins hypothesize; 


■)f the problein. 


Terry Phillips vv’as ati apprentice enrolled In a related 
mbjecth course for elecirical workers. Tlie course w“as taught 
u the I.B.E.W. Hall on a one night per week l^asls by 
Vlarshall Poe, a |r>urney»r)an and local area clecrrit'a) con- 
factor. Manshall knew Terr>’ proiw well becaase Terrj' 
vorked for another electrical contractor in the area that 
ipecialized in industrial wiring. Terr^dvad originally applied 

0 work for Poe’s company. However, at that time there wiis 
lot enough constatciion activity going on to take on an- 
)ther person, even ati apprentice Marshal! Poe liked Terry 
ind would have hired liim if he could have /\fter the 
.ourse had been in operation for about eight wt*cks, Poe 
)egan seeing some changes in Terry that he did not like. 
rerr>’ began coming late for class, came in unprepared. I li$ 
tttitude .seemed to be changing. At first, he was eager to do 
he related work. He was enthusia.siic and an all round 
>olid trainee. Now, he .seemed to liavc an 'I don’t c'arc” 
ittltude about his work, and '^■ns not serious in applying 
limself to the work In the course. Marshall suspected that 
le knew what the problem w'as. or at least what pan of the 
problem was. The crew' with which Tcn>' was working had 

1 reputation for being a rowdy bunch, involved iti drugs, 
ind “heavy drinkers" at a local bar which they frequented 
tlmost daily after work. Marshall .surmised that Terry’s 
rhange was related to hisas.s(x:iaiion with these crew mem- 
Ders, especially his off-the job association. He tried talking 
o Terr>’ about the group with which he was associating, but 
Ferry would not listen. In fact, lie became more obstinate 
ind told Marshall (in effect) that if Marshall was so inter- 
ested in what he (TeryO was doing, and who he was doing 
t with, why didn’t he hire him in the first place. "Ixx)k,"hc 
laid, “it’s none of your business what I do and who I do It 
vith. These are my friends, the giro's I work witli and who 
lelp me on the job, and off the job, too. You do not need to 
vorr>' about me.’’ 

Marshall let things slide after that. He did not push his 
>aini with Terry, but he did continue to vi^tch him more 
:losely and indirectly. Also through friends in the trade, he 
<ept up with Terry’s nroeress as an aonrentice. From 


Poe and said, “Can you give me a ride? 'Hiose jerks took i 
Iiccn.se away today." ‘Tm not .surpri.sed,” Marshall replir 
“\Vliy should you he. Don’t you know....’’ and tlien 
caught him.solf. He thought to him.self, ihi.s is no time 
Sian saying “I told you so" even though that is exactly wl 
he felt like .saying, lie thought for a minute, and sa 
“...well, okay, I’ll give you a ride. Maybe on the wayyou c 
tell me wliai happened." 

In this example situation, Mansliall sensed that Te 
wanted to talk with him. lie was still very interested 
Terry and wanted to liclp him. He realized that if he stan 
off bysitying “1 told you .so’’ and momlizing and preachii 
that Terrv' would likely get "turned off’ and become me 
iesi.stant- He decided the bc.st thing to tio was stay co 
keep his own feelings and emotions In clieck for now, a 
give Tony a chance to talk since lie seemed to want 
About the best thing Marshall could do at this point wa.s 
use “clooi openers" to let Terry knew he w<is still interest 
and willing to listen. 

Additional Information 

For additional information on devclo|)mcnt and main 
nance of attending and responding skills, a major soui 
would be 7/je St>///s of Tectching. hitcr^iersonal Skills. 
chapter each is devoted to attending and responding ski 
Tlie book al.so conuiins an cxtcMisIve iLsi of feeling woi 
which are categorized according to levels of intensity. 

Another good source, used as a reference In the devek 
ment of this module is a manual, bidiuidnal ami Grc 
Coumelm^. Tills manual contains exercises on listening 
feeling and content a.s well a.s brief, concise discu.ssic 
about the concepts of empatliy and respect. Finally, soi 
of the publications of Dr. Thomas Gordon, particulai 
Parent I'.JJeclnHiness Training and Teacher T.JJeclUvn 
Training, contain general information and specific stra 
gles for effective communication that are applicable to t 
insirucior-traince relationship in related in.struction in t 
prenilceship programs. References for the sources are list 
below': 

R.R. CarkbufF, 1). H. lieren.son. and H. M. Pierce. The Skills 
Teaching: inteii}ersonal Skills. MA: Human Re.sou 

Development Press, 1977. 


b. ... 


2. Using appropriate attending skills can lie a way of 
motiv-juing tniinees to learn. It Is one moilwiting 
techniciue that is completely under the control of 
the instructor. 


True or False 

3. Physically attending includes: 

a. how you prepare the physiail environment for learn- 
ing 

b. your physical appearance and liehavior 

c. your posture 

d. your eye contact 

d. all of tile above 

4. Tlic purpose of using good responding skills is lo: 

a. be able to tell the trainee what to do 

h. make the trainee feel guilty about what they’ve 
done and want to do better 

c, help tlie trainees explore their feelings and ex- 
periences 

d. make the trainee .see how liis behavior or attitude 
Ls a problem for you 

5. Wliat is the general format you .should follow in 

using apiiropriate responding skills? 


6. Respect and empathy for the trainee arc what you 
communicate to the trainee when you use good 
responding skills. Which response below best lilas- 
irates this: 

a. “Well, that’s really a simple problem, so don’t 

worry'. Here’s what you sliould do ” 

b. “You know, Sara, what’s wrong with you Is you let 
too many people push you around.” 

c. “How long did you prepare for your demonstra- 
tion? Do you think you really pul enough effort 
into it.’" 

cl. "You really feel discouraged about your work, it 



Dy using your aitcnding and responding skills, you am 
siablish widi the trainee what is called the i-espomife 
ase. Through your listening and reflecting skills, the 
ainee has ideniineci you as a person that has respect and 
mpathy for an apprentice’s perspective and feelings, 
hrough your facilitation, trainees become willing to ex- 
lore their feelings and to develop further their under- 
tandings. Once a responsive base has been e.stablished 
ou are to move to the next two levels of communica- 
ot\—persoiwlizltig and initiating 

Pcrsonaliaing is a process of communication that helps 
ne trainee to see his/her limitations and to visualize how 
e/she might change them— or, where they arecompared 
j u'bere they uant to be. In a problem situation or experi- 
nce, an individual will be more likely to take action if 
ley perceive the problem to be their problem. “This is my 
roblem, these arc my feelings, this is what it means to 
ne." Personalizing, then, increases the individual’s fccling.s 
)f ownership and responsibility. Consequently, it also in- 
rea.ses the individual’s willingness to do something about 
he problem. 

Initiating skills refer to responses which give the trainee 
Hrcciion— but only after the responsive base has been 
istabUshed and the situation or problem has been person- 
ilized for the trainee. The initiating response reflects an 
mderstanding of the trainee’s general goal as well as what 
vill be required to reach it. 'I'hc "wltat will be required” 
ncludcs several things. It includes knowing, for example, 
vho is to be involved, what is to he done, aaioas to be 
lerformcd, when tlie actions will take place, how actions 
ire to be performed, and the reasons for trying to achieve 
he goal. 

This chapter contains information about how you can 
nove from attcnditig and responding to personalizing and 
nitiating in your responses to trainees in your classes or 
irogram. Specific techniques for personalizing and iniilat- 
ng are presented. You will have an opportuniq' to review 
ind to critique specific responses as you learn how to 
ipply tltcse ski I Is. Wlien you have completed your work In 
his unit you will demonstrate your understanding and 
ompetcnce in personalizing and initiating skills by being 
bie to: 


mats which arc important in using efTccth'e persor 
izingand initialing responses; 

2. Identify and discriminate effective personalizing a 
initiating responses in wTittcn communication; 

3. Demonstrate understanding of personalizing a 
initiating responses througli written responses 
test exercise questions; and, 

A. Identify common mistakes made in using persor 
izingand initiating skills. 

Remember, as you work tliroiigli these materials, thi 
about your interpersonal communication skills and th( 
of your students, flow can they be made more effect 
through incnq^oraiing some of the ideas presented in t 
unit? 


What, When, and Wliy Use Tlie Skills 

Personalizmg Responses 

Personalizing respon.sc.s sliould be aimed toward acce 
pushing three tiiing.s, First, they should personttlize 
meaning of the situation or experience for the trainee, 
the trainee’s mind, he/she should be saying, "Mey! This I 
real Implications for me” Second, they .should personal 
the problem for the trainee. 'Ilii.s mean.s they .should h 
the trainee accept owncrshi|) for the problem. The trail 
should see or recognize that the current situation or exp 
ence results either from something the trainee did or sor 
thing the trainee ctinnot do. Take for example the trait 
discussed in the last unit who had extreme le.st anxiety, 'i 
as an instructor want the trainee to be saying in his/ 
mind “Tliis is my problem. 'Il-ils is sometliing 1 must w 
on. This is one thing IVc got to do something aboi 
'Ibird, they should personalize the feelings of the train 
allowing tlie trainee to identify and to explore deeper r 
more accurately feelings and meanings. If you have e 
experienced the death of a very clo.se friend, relative, par 
or spouse, then you are no doubt aware of the 3epth * 
range of feelings that one can experience. Different feeli 
are expeiienced at different levels. Some go veiy deep : 
cut at the core; others also arc ore.sent. but arc m 
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icanding of his/her situation. 

Personalizing responses are to l^e used after a responsive 
jase (las been established. Reinenibcr, develop the respon- 
sive base by using your attending and responding skills. By 
using responses that arc high on responsiveness and low 
^n initiative, you develop a responsive base through which 
he trainee can explore his/her feelings niore fully. 'litis 
dso helps you to develop a better understanding for the 
niinee’s perspective. High on responsiveness and low on 
nitiativc means that you listen and reflect much more than 
r'ou tell or "talk to". Uitcr on, after you have moved through 
he personalizing stage, you can use Initiating responses 
ivhich involve direction giving. 

You may ask, "Wliy is this personalizing business so 
important?" ^X-liac does it do foi' the trainee? it is im|>orutn( 
br several reasons, the most imponant of which is that it 
increases responsibility. How many times have you hc-.ird 
aeople complain about things like routine office procc- 
iurcs, working conditions, other people and their bass. 
Even so they never seem to get around to doing something 
L’onstructiv'c about it, By complaining, some people say 
hey are expressing their feelings and people do listen to 
hem. However, people sometimes get tired of listening to 
;he same old thing, Hventually, someone may blurt back at 
;hc complaincr, "Well, why in the world don’t you do 
lOineiliing about it and stop all of this complaining!” 

One rea.son people do not do something about the 
:)roblcm Is l)ecause tliey have not personalized It. Tliey 
lave not looked tlioroughly at the implications for them- 
selves personally. They talk about tlie problem from the 
standpoint of how it affects the workplace, how U affects 
relationships between workers, or how it gives the com|xiny 
1 bad name. In other words, the problem is alvi-ays external 
o themselves. It is not internalized, not personalized. 'Tills 
ilso can become an easy rationale for not doing an>’thlng 
ibout the problem. "It’s somebody else's problem” or 
‘She’s the problem and you can’t change that,” Is an excuse 
o often expressed. 

Wlien the person or trainee personalizes the problem, 
ne/she says: (1) “Tliis problem has implications for me 
:>crsnnally”; (2) "Tliis is how it makes me feel”; (3) “Tills is 
my problem and I must do something about it.” Wlien the 


uj imisiraie uie persc;naiizmg response, recall me exa 
pie response that was presented in a previous chapter a 
notice how you can build upon previous communicati 
to personalize meanings, the problem, and feelings for t 
trainee. Remember, communication is an additive proce 
The technique is quite simple, a.s you will see. 

Tmiwe's expression. "Boring, that’s what it is. W 
do we have to know all this junk about labor unii 
historj' and apprenticeship law.s?” 

Response: 'You feel frustrated because you don’t li 
.studying the history and law which is part of t 
course.” 

ff2 Trainee's expression: ’’Prii.strated for sure! I do 
mind studying, but why study this?" 

Response: "You’re frustrated because you esm’t s 
any relevance between what you’re studying ai 
what you need to know to do your iol>," 

^3 Trainee's expression: “Right! Exactly. I mean, ,.,ul 
when would this staff ever be useful?” I just do 
know...maybc 1 don’t see it. 

Response: "You are feeling unsure alioiii this becaii 
you cannot see how you would use It and you’d li 
to have some idea about where it all fits in.” 
Trainee's expression: "Yep, I sure would. It's all kii 
of vague to me.” 

Look at what has happened so far in the conversation, 
response.s and ^2, the responsive base has been e.str 
lislied. ‘fills is confirmed by the first two words of ( 
tialnee’sc.xpression(#3) which indicates that the instruct 
in this situation has reflected accurately tlie feeling felt 
tlic trainee. Tlic instructor understands the perspective 
the trainee. (If you were observing this interaction, y 
would l)e able to see pliysical ei'idcnce.s of this undersrar 
ing 111, the trainee’s po.sture and eye contact. It would t 
you, “Right, yes. that's it, you understand ”) In the seco 
part of the trainee’s expre.ssion (#3). you can sec that r 
tniince begins to explore hi.s/hcr feelings more deeply a 
the meaning a.s well. 'Hie problem also is becoming me 
pcnsonalized. .."Maybe ) don’t sec it,” .states tlic trainee. T 
next response by the instructor (#3) reflects this and re 
forces the personalizing process. The trainee’s express! 
(#4) confirms this. Look closely at instructor response ^ 


because you icaniioT ) 

ind 

I'ou feel (arc feeling) feel i ng 

because you (cannot) <^encit nr wlierg trainee is_ 
cliangc or where trainee svanis lo be 

Tiisgcncral response format for personalizing responses 
W'o important changes from the general response for- 
t introduced to you in the last chapter. First, the pronoun 
lu” is explicitly included after the word "because.” You 
personal pronoun; it helps to personalize the meaning 
1 feelings of the problem. Second, another phrase is 
icd after the key word "and”. It captures a general 
setion or end-state that dest'ribes where the trainee would 
if this prolilcm were solved. In our example, the trainee 
uld see Itow "all this history' and law stuff fit.s in.” Review 
general format for personalizing responses. Be sure you 
derstand it before proceeding with the next discu.ssion 
initiating skills. 

Initiating Responses 

JC'ith Initialing .skill.s you begin to help the trainee move 
m their problem to change or resolve tlieir problem, 
ar initiating behavior facilitates the trainee’s ability to act. 
liaitng skills and initiating responses require that you 
p the trainee to do the following: (1) define the goal; 

' identify steps for reaching the goal; and (3) implement 
steps in a systematic, organized manner. Iliegoal usu- 
' is determined by the last suuemcnt of the personalizing 
ponse. It can be restated more clearly, perhaps, but this 
ivides the general direction or describes tlie lypc of 
ingc that needs lo be made. Tlie goal should be defined 
re specifically, however, to ans^'er the following ques- 

IS: 

Who is involved? 

What is to be done? 

When are actions to be performed? 


iiipui occuinc.^ impuuaiK. i iic uimiuciui miuuici oc ar 
make specific suggestions, provide direction, and giv 
trainee some alternatives for reaching the goal. Her 
some possibilities for the trainee who wants to aclii< 
better understanding of how Imowledgc of labor i 
hLsioiy and apprenticeship laws are related to his api 
tice.ship program. 

• Make the following points to the trainee: 

a Knowledge of apprenticeship laws will help 
determine ifyom treatment, rate of progre.s.'i 
pay are wliat you arc due. 
b. Ad\’nnccmc'nt wiiliin your apprenticeship pro 
is dependent on both your progre.s.s on-th 
and in the related instruction class. Evalu 
will include the.se information areas. (Tltis is 
Uy and you have to deal with it.) 

• Provide personal testimony as to how your knowl 
of lal)or union history and related laws has 
helpful to you in your trade career. 

• Provide the trainee with supplementary materials 
n.s biogntphies of famous American labor leader; 
will addres.s his <)ucsiion. 

• Arrange for the trainee to visit/contacc a local ^ 
union leader who is articulate in de.scribing cvei 
labor union hi.story and rehttlng them to to 
situation. 

• Reverse roles on. the iniinee and a.sk him/hi 
prepare ft brief, 10 minute pre.scntuilon on apprer 
sShip law or labor unions for tlic class. In rcscarc 
this and preparing for the prc.sentation, the irai 
questions about relevance arc likely to be nnswj 

Try to suggest more than one alternative. Includ{ 
trainee in determining which alternative to pursue, i 
times slmj>ly providing pertinent information is all il 
needed to rc.solve tlie problem. At other times you 
require quite a bit of negotiation before a plan of actiui 
be agreed upon. 

To illustrate how initiating re.sponscs work, again i 
the example and folh^w it through to a probable co 
sion. Begin wth the instructor’s rc.sponse #3. 

#3 Response:‘you are feeling unsure about this bet 


where he/shc wants to be 


him and then lei ytni know what happened ” 

'I'wo weeks later 

6 Trainee expression: "\ had that meeting with Mr. 
I’olillo. He was real nice and vcr>’ hclpi'ul. You know 
I found out tliar my ap]-)ientice.sliip pay isn’t wluu the 
law requires it to be leased on my progress and 
evaluations. It stiould be higher, so now I’m going to 
get that straightencci out." 

lotc cliat the initiating respt^nse must occur after the 
)()nsive base lias been established and the trainee has 
ionahv.crl ilie problem anti assumed some |>ersoiv.il 
lonsibility for solving it. Only then will your initialing 
lon.se be received and aceepteti by the tminee. If it is 
sentecl ttio early in the communicative pr<x.ess, it cati lie 
reived by the trainee as directing, ortlcring, commantl- 
or one of the ‘ diity do/en” type ot res|ionscs. Tlic 
jonsive base and personalizing establish a clitiiatc where 
trainee will be Interested in. and willing to listen to 
r Ideas and suggestions. Mc/slie may use them as Is, 
dify tlient, or reject them in favtir of other altcrnatives. 
itever, the responsibility remains with the trainee, it 
sn’i belong to the in.siructor. Your initiating skills help 
trainee tn take action in a rc.si>onsll>le wjiy. 

How to Perform 'Flic Skills 

1 developing, improving and/or maintaining your per 
alizing and initiating skills, the two important things to 
icmbcf arc awareness and praciiee. Kemcmlier iliai, 
;e were also the twt) itnportant tilings related rodcv’clop- 
nnd/or improving your attending and re.spontling .skills, 
ddition to these two ver>' general suggestions, there arc 
•e spccihc steps to keep in tnind. Tiiey arc discussed 
irately for cacli of these rtvo skills. 

Personalizing Responses 

ersonallzitig should be done after, only after, a respon 
ba.se has been established. Personalizing Is an additive 
cc.ss. It allows the trainee to explore deeper and more 


and you want to 

Step 2: Critique Your Personalizing Responses 

You cati tape record or make careful notes about 
respon.sc.s for later review and evaluation. .AJways ir^' 
aware when you make a personalizing re.sponsc so yo 
.sec what effect it lias on the tntince. ’Ihe trainee '.s e> 
.sioii is the hc.st indicator of the response’s elfcciivc 
Review the following examples ofjiensonalizing tesi>c 
Critique them to see if personalizing the feeling, the n 
ing. the problem anil the goal or direction are inch 
Indicate with a check mark which of these element 
present. Avsumc that with each of these respon.sc.‘ 
appropnatc resjion.sivc base has been established 

1 . Trainee expression. "VClien peojilc like Johnsor 
.some of ihose other guys tiick or tease me, it : 
docs make me feel stupid. I know I shoukliV 
that way. but I do.” 

Res/xnise: "You feel kind of down on yourselfbct 
other people use you and then chat makes yoi 
stupid." 

Feelings Meaning Problem Goal 

2. Trainee expression: "I guess 1 just don’t wa 
choke like 1 did tlic la.si lime, 'niai's why tliis 
exam is important. I’ve got to do belter." 
Response. “You feel panicky- because you didn’t 
well as >’ou would have liked on the last lest am 
must do hcticr on tliis next one to bring up 
grade.” 

Feeling.s .Meaning — lYobleni — Goal 

3. Trainee exjjression: "Look, when it conies to ( 
the related acacleniic work as you call it, rv< 
never done well. It just ain’t in the cards for 
guess. 1 want to get it, but it just has never beer 
for me.” 

Response. ’Ton feel defeated because you’ve 
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oppononicy.” 

Response. “You’re fed up because you cannot sliow 
Nvhai you’re capable of doing and even though you 
want to do more, you’re never given tlie cliance” 

Feelings Meaning Problem Goal — 

5. Trainee expression: “Very definitely. And you know 
when they consider my age and my sex. of course, I 
think they’ll just let me go. Hverything I’ve worked for 
and hoped for will be lost.” 

Response. 'You feel frightened because being preg- 
nant at your age you might lose the training position 
and job. and tltat’s something you want to liold onto.’’ 

Feelings Meaning — Problem — Gtxil — 

6. Trainee expression. "Wlten 1 look down the road and 
don’t .see the .situation getting any better, it's pretty 
shaky. I’ve had to borrow' money the last couple of 
months ju.st to make ends meet. Sotnethln's gotta 
happen soon or I’m out.’’ 

Response. “You feel very di.scouragcd becaasc you 
don't see any relief or improveiuem in your situation 
coming real scjon and yoxi’d like to think that you 
could make some adjustments to get ihroitgh.” 

Feelings — Meaning Problem Goal 

Check your ratings for cacli of the six personalizing 
?sponses against tho.se of trained raters. If your aasw'ers 
id those provided agree yoti understand the personalizing 
;sponse-~great! If agreement is less than 100%, bitt greater 
tan 80%, your understanding is ver^’ good, look at those 
ems wltcre your ratings differ from ttto.se provided and 
take siirc you understand the di.stinciirtn. If you arc below 
0%, tlien you .should review titis tinit and rate the re.sponsc 
[>ain. (Figure your percentage by dividing the number of 
espouses that match by 24). 

'ep i: Observe Trainee Reaction 

Observe the reaction of the trainee to your personalizing 

•irr> /^n t'tmnr 


X X X 

#6 X X X 


responsibility about the problem or sitvracion; rccognizi 
that there’s .something they have to do; and (3) an opt 
ness to suggestions or idca.s from you. If the iraine 
re.sponsc doesn’t reflect thc.se, ii.se that a.s an inciicati 
that hcAheha.s not personalized the problem and respo 
with a more genera) reflective rc.Sjion.se or another |ier.S( 
ali/ing response. 

Step 4: Ustablish Responsive Rase 

Always keep in mind the imjiortnnce of e.stabli.shinj 
gotxl rc.sponsivc ba.se. Personalizing responses, becai 
they arc hitting “clo.ser to home,’’ need to be made ii 
climate where respect and cmpaiity arc felt. 

hiiliatirig Responses 

Initiating re.sponses aid the trainee to take action, 
many situations the trainee will recognize what acti 
he/shc needs to take. In other situations, exactly what to 
will not always be clear. This is when you as tlie Instruct 
can provide guidance, direction, and suggestions. 

Your initialing responses may be specific or gcnci 
depending on the situation or problem. For example, 

“1 see wliai you want to do. Let’s look ai .some alternative* 
that you might want to consider.’’ ( Ixiads to imitiial (iroblcni 
solving.) 

"You've idenURed well the areas in which you want u: 
Improve. Tliat’.s the tno.st iirijionant step. Now, tiow' to gel 
there? let’s see . . ." 

"To improve your overall te.st average i.s going to rcc|uire ? 
more s>’steinmatic approach to .study ;ind preparation. 1 
suggest we work out a .schedule that you and I botli litive 
and review U ever>' few days to .see how it'.s working.” 

“I can see how you really want to Improve your relation* 
with oilier worker.s. Tlicre are .some specific .suggestions Ir 
this p-amphlei iliat would lie lielpful to you. Put one of (item 
into nractirt* enrh wpok anti lri’<5 /;f>e If thino.s flon’t imnrove 


[hen you'll need to suggest some. This may well stimulate 

his./her thinking). 

}y presenting your initiating responses in this way, you 
vill lead the trainee in the direction of reaching their goal. 

Once the idea of what to do-— call it the general overall 
trategy— has been identified and agreed upon, the next 
,iep Involves the development of art Implementation plan, 
"his plan of action spells out in more detail the specific 
tops that need to be taken to carry out the general strategy, 
'he content of a plan of action should Include the follow- 
ng: 

1. Identifies the persons involved 

2. States what is to be done 

3. Specifics actions to be performed 

4 . Specifies where actions will take place 

5. Specifics how the action is to be performed 

6. Based on reasonable approach toward goal 

7. Means for evaluation 

Examine the plan of action that was agreed upon and 
ollowed in the example with the trainee wlto questioned 
he relevance of labor union history and apprenticeship 
aws. In that situation, you will recall that the plan of action 
nvolved the trainee meeting wltli a local labor union 
jrcsident. ’I'hat plan of action satisfied the \'arious content 
ireas of a typical plan of action as follows; 

1. Identifies the per.sons Involved: Instructor, trainee 
and the local union president, Pete Potlllo. 

2. States what is to be done: the general strategy l.s for 
the trainee to visit a local labor union leader and 
discuss union history and laws. 

3- Specifies actions to be performed: (a) instructor to 
schedule meeting between trainee and Pete Potlllo; 
(b) trainee and Potlllo to hold meeting and have 
discussion on liistory and law; and (c) trainee to 
report back to instructor on the outcome of the 
meeting. 

4 . Specifies how the actions are to be performed: (a) 
telephone call to arrange meeting; (b) In person 
conference to discuss history and laws; (c) In-person 
conversation to review outcome. 
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understanding, but one in which all of the seven contc 
elements described above are explicitly or implicitly und' 
stood. Your role as the instructor in this process is to kee{ 
mental note, at least, as to whether or not each of the 
seven elements have been provided. A good vvay to do il 
is to summarize verbally what you understand to be i 
plan of action with the trainee. As you summarize, check 
see that all elements have been addressed. If they have n 
then raise a question with the trainee about it. For examp 
“Okay, this sounds like a good plan, but tell me, how 
we know whether or not It works?" If the plan is wrin< 
then check it over for each of the seven elements. General 
the majority of action plans will be non-formal and stric 
vcibal. 

In summaiy', Initiating skills can be performed by folio 
Ing these steps: 

1. The goal to be achieved Is included in the person 
izing respon.se— where the trainee wants to I 
Clarify or restate this if necessary to make sure it 
clearly understood. 

2. Determine a general strategy. At this point, yc 
direction and guidance may be essential. Fairly si 
clfic or very general responses may be used to idc 
ify alternatives. Give the trainee an opportunity 
present his/her own suggestions. There should 
mutual agreement on the strategy. 

3. Develop or formulate a plan of action. This may 
verbal or v,Tiiten, informal or formal and wll depe 
on the nature and extent of the goal being addressi 

4. F.valuate the plan of action to see if it satisfies t 
seven essential content elements. If it docs not mi 
these criteria, then revise accordingly. This cval 
tion process can be very informal such as a bi 
verbal summary, or more formal if written out. 

5. Summarize the plan of action verbally or in writi 
to Insure clear understanding. 

6. Implement the plan of action. 

7. F\'aluate whetlier or not the plan worked. 

Examples 

Thp pxamoles orescntcd In this section continue th 


aiKi giving incin DacK to iiil* .suicicnts lor rexaew, 
ins waited a couple of days and then called Eddie 
lis office to discuss ilic situation. He presented Eddie 
he problem ns he saw it He said that he believed that 
le hand Eddie was sharp, performed well in cltiss, and 
the material; on the otiier liand, here was a written 
m which Eddie had done poorly. It did not reflect 
?’s ability'. By presenting the situation with concern 
eal interest. Robbins established an environment for 
iiunication. Eddie le.sponded. He explained to Mr. 
ins that throughout his school career, especially in 
r and senior high school, he had had difficult^’ in 
5 tests. He agreed with Mr. Robbins and felt that he 
rstood the material and was learning in tlie class. Me 
1 that his difficult)’ stemmed from "mental blocks” 
1 caused him to get up tight, lose niemoiy, and have 
ts about his answers. 1 le became lemative and almost 
I to put an answer down for fear that it wits wrong. Me 
id how lie had tried vtirious ways of [preparing for 
from no study to exhau.silvc and extensive review, 
ing seemed to work. He told Mr. Robbins that one 
er he had In high school, a social studies teacher, had 
m take hls tests orally. Using tills approach, he was 
to do better, but this was witii wiiuen, essay-type 

i.s, not math problem.s, Eddie really wanted to be able 
<e tests and demonstrate liis knowledge Init he had 
r been successful in overcoming hi.s le.st anxiety. Mr. 
iln.s wanted to see Eddie overcome his test anxiety 
)Ul realized tliis would require a coiin.sclor, psycliolo- 
)r some otlier, more qualified profe.ssional. In the 
itime, lie wanted to have a better way of ev’aluailng 
2 's work. Tliey worked out the following plan. Eddie 
tcied the personnel officer at tlie company wlierc he 
ed and made armngemcnis to .see a p.sycliologist and 
\'c counseling and training to overcome the ie.si 
jty problem. For testing in tlie math class, it was 
id that Eddie would continue to take regularly .schc- 
.1 exams. This gave him real-life test situations in 
h to apply the new skills he was learning in psycho- 
al counseling. Also, it did not single him out from the 
:)f the class. Mr. Robbins ai.so provided Eddie with 
rate tests which Eddie look individually (a lesssire.ss- 
tuation) and used these results to ev'aluute Eddie’s 


Dialogue: Marshall Poe (MP) and Terry Phillips (TP) 

1. MP: “Well, you were going to tell me about 

(door opener) 

2. TP: “They really stuck me good. My license i; 

yoked for 6 months. One guy told me that 
real stiff considering It was a first offense.’ 

3. MP: “You feel .sore because they treated you pi 

rough." 

4. TP: “Yeah, for my first time. There was a fine 

but the big thing is going to be no drh 
llcen.se.” 

5. MP: “You feel upset mainly because tliey pu 

your license.” 

6. TP: “That’s for sure. Wiilioui it, I can’t do noth 

I’ll be screwed-up bad.” 

7. MP: “You feel trapped because of the limits 

will pul on your moving around." 

8. TP: “Not only that, I don’t know what I'm goir 

do about work. I mean I’ve got to keep my 
and all. I could just kill that judge." 

9. MP; "You’re really angry because now your 

may be in jeopardy. (The feeling of ang< 
rcflecieci, not the .stated target. At this pi 
who do you think Terry- Is really angry at?| 

10. TP: "If the judge had only fined me, not remc 

my driving privilege. . .well, that woulc 
okay, I could handle that. But the licem 
gone, well thaf.s another deal entirely.” 

1 1. MP "You feel like you were punislied too muc 

iliai y-ou got inore than you deserved.” 

12. TP: “Yeah. Well. . .1 mean. .1 know other guys’ 

have been arrested for drunk driving be 
who only got fined. That was it.” 

13- MP: "You’re irked because you got treated 
ferenlly.” 

14. TP: ”1 think the judge wanted to make an exan 

of me, you know, since it was my first il 
Shake me up real good. He .said, ‘I don't \ 
to .see you in here again, son’ wiili this 
serious voice.” 

15. MP: “So you got singled out and you feel that 

unfair because he just wanted to make it hi 


going to do.” 

21. MP: “You’re afraid now that you’ll lose your )ob 

because of no tiansponaiion and you can’t fi- 
gure anytlung to work It out.” (Personalizing 
problem) 

22. TP: “No, I sure can’t but you know what burns me 

up? None of my friends arc willing to help me 
out. Tliey .say I live too far out of the way.” 
(Note shift in focu.s.) 

23. MP: “You're upset because nobody will help you 

out.” 

24. TP: “Yeah, it’s disgusting. Not Rius.s, or Billy, or 

Frank, or even Juan who I thought was my 
best friend will help out. Wltai friends they 
are!” 

25. MP: “You’re di.sgusied because people you thought 

would help you out aren’t going to." 

26. TP: "No, Indeed, it doesn't look as if any of them 

are going to. I’m really confused. I don’t guess 
I liave any friends.” 

27. MP: “You’re uncertain about wlio your friends arc 

because they’ve let you down in this situation 
and don’t seem to care.” 

28. TP: "With tills group of guys c.spcclally. We’ve 

done a lot of stuff together since 1 started 
working with tlicm. You know, a lot of fun 
time.s." 

29. MP: "You’re particularly disappointed with your 

friends because you thought tlicy would help 
you now and it lias turned out that they just 
don’t seem to be intcrc.sted at all.” (Personaliz- 
ing problem) 

30. TP: “No, they don’t, and what a fix Vm in.” 

31. MP: Remains silent. (Allow time for Eddie to ex- 

plore this feeling and meaning.) 

32. TP: "I thinkjuan’s a good friend.Thcbe.stofthcm 

all. probably. He did ask what I’m going to do. 
1 told him I didn’t know.” 

33. MP: “So Juan is at least interc.sied in what happens 

to you. That makes you feel somewhat better, 
huh?" 

34. TP: “Yeah, kind of. But you know the other guys 


37. MP: “You feel mixed up about them I 

tile way tliey're treating you now cc 
how they were in the beginning.” 

38. TP: “Yeah, mav’be so. Who Icnows? I cert 

\X4iat a mess. No friend.s, no car. an 
job.” 

39. MP: "You feel flusterecl about the whol 

because it doesn't seem to fit toj 
you want it to.” 

40. TP: “No, not at all. (Sktiking head, agr< 

know the crazy' thing about it is that 
wouldn’t have even been drinking 
been with them. That’s ironic.” 

41. MP: Remains silent. (Allows for explc 

reflection.) 

42. IP: "It irritates me to no end when 1 ih 

I’ve let myself get into. 

43. MP: “You feel a little angry at yourself 

whats happened.” 

44. TP: "Yes, I suppose 1 do. 1 mean, . . . 

could have used better judgemei 
drinking and. . . about who I p 
friemls.” 

45. MP: ‘‘You feel annoyed at yourself b( 

acted unwisely and you could liave 
careful.” 

'\6. TP: “More than just annoyed, I’m emba 
I was such a fool about all this. I’v 
foolishly.” 

47. TP: “You feel iip.set with yourself b' 

made some poor decisions and 
and you wish you would have 
careful.” (Personalizing problem.) 

48. MP: “There’s no doubt about that. I 

some things, that’s for sure." 

At this point, the conversation between k' 
and Terry Phillips shifted back to the more 
problem Terry had with transponation and p< 
of job. He and Mr. Poc discussed several poss 
the otte Terry' thought best to do was 10 talk t 
visor, explain the situation and see if he could 
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shift here in the dialogue to the deeper feelings of dis- 
appointment with his friend and also with himself. This 
problem and its associated feelings and meanings are 
explored in the expressions and responses from 22 through 
48. Once these were dealt with, then Terry was able to shift 
back to solving his transponaiion problem, llic responsive 
and personalizing responses of Marshall Poe helped Terry 
explore these feelings and develop a better understanding 
of their meaning. Marshall also used door op>cners and 
silence to encourage Terry’ to explore his feelings and 
reflect on some of the things he tv’as saying. Terry’s prob- 
lems are by no means totally resolved at this point. He still 
has the transportation problem to work out. but his rcla- 
lion.ship with his friends has become more clear to him 
and he understands a lot more about his responsibility for 
his behavior. The anger and disappointment he T\’as feeling 
were realty directed toward himself At this point, he has a 
better understanding of why he was having those feelings 
and how they were affecting his behavior. 

Additional Information 

Personalizing and initiating skills are discussed in more 
detail, with examples and response practice exercises in 
the book. The Skills of Teaching: Interpersonal Skillsby 
Robert R. CarkhufF, David H. Berenson, and Richard M. 
Pierce. This book has scrv’cd as the general model for the 
module. Tlic manual by .Stanley A Fagen and Leonard J. 
Guedalia, Inelivic/ual and Group Counseling, contains a 
comprehensive illu.siration of the stages and processes 
involved in problem-solving. 

R.R. CarkhufT, D.H. Berenson, and R M. Fierce. 'ITie Skills of 

Teaching; Interpersonal Skills. Amherst, MA; Human Re.sourcc 

Development Pres.s, 1977. 

.S.A Fagen, and LJ. Guedalia. Individual and Group Counseling. 

Washington, DC; Psychoeducational Resources, Inc., 1977. 

Self-Test Exercises 

Answer the following questions in the space provided. 
Check your answers ivith those provided in the appendix in 
the back of the booklet 


3. Indicate l^y a check (t/ ) wliich of the follow'ii 
key aspects of personalizing responses. 

meaning 

observing 

physically attending 

problem 

listening 

feeling 

environment 

goal 

4. Give the general format suggested for persona 
responsc.s. 

5. Initiating skills and responses help the train' 
the following: 

a. define the goal 

b. identify a general strategy and plan of actit 
reaching the goal 

c. implomeni and evaluate the plan 
cl. all of the above 

6. Will an initiating rc.spon.se from the Instruct 
accepted by the trainee without a receptive 
and personalizing? Indicate yc.? or «oand exp 


7. Wlvut two key things can you do to dcvclo 
prove/maintain your personalizing and Init 
skills. 


9. Give an cxamjjle of a ‘ rather gcneraJ” Initiating 
response, one that would lead to identification of 
several alternative general strategies and mutual 
problem solving between instructor and trainee. 


10. Wiiai are the seven steps suggested for using initiat- 
ing skills in problem solving. 


1 . 



Skill: Identify Aspects of Good Intetpersonal 
vnmimication 

1. interfiersonal. . conimunicauon 

2. counseling 

3. trainee 

4. you 

5. attending 

6. exploration 

7. act 

8. listening 

9. responsiveness . initiative 

10. lectures 

Skill: Develop Attending and Responding Skills 

1. Ph>’sical!y attending, observing and listening 

2. True 

S Correct answer is e) all of the above 
A. c) explore feelings and experiences 

You feel feelinSS because 

6. d) respect and empathy are there! 

7. “I sec," "Oh!” "Please, I'd like to hear more.” 

8. Awareness and practice. 

Skill: Develop Personalizing and Initiating Skills 

1 . False. 'Ibis is done by using attending and res|X)ncl 
ing .skills, 'The responsive base Is developed by using 
rcspon.ses which ate high on responsiveness and 
low on initiative. 

2. True 

3 Meaning, problem, feeling and goal. 

A. The general format for personalizing responses; 

You feel 

because you (cannot) 

•and you want to 


or commanding." 

7. Au^treness and practice. 

8. Observe the reaction of the trainee to your resp 
listen and observ'c to see if the trainee's next e 
Sion reflects: 

—Ownership of the problem 
— Ibeir role in the situation 
—Sense of responsibility- they have to do 
thing 

—Openness to suggestions or ideas 

9. "1 see what you want to do. let’s look at 
alternatives that you might want to consider.” 

OK 

“Well, you know what you need to do. Wiat ai 
lives do you think you have to get it done?” 

10. Hie suggested seven .steps in using initiating si 
prcTl>lcm-solvlng with the trainee are; 

1. Clarify or restate the goal. 

2. Determine a general strategy. 

3. Dex clop or fornuilate a plan of action. 

•I. Check plan of action to see that it contai: 

.seven cs.scniinl content elements. 

6, Summarize the plan of action verbally or ii 
Ing to in.sure clear undersianciing. 

6. Iniplemem the plan of action. 

7 K'.aluate whether or not the plan worked. 


5. (d) all of the above 

6. No. If an initiating rcsptmse is used too early in the 

<VMnm I inirMrinn tr iw liUoK.* fri ho 


•’ ' -* •' ujf ijiicsiluiiA tw/L'c/if, i/K’ri you udfi 

uca’SsJuHy completecl Modulc^W. the last mmiule in ibis instructor series l/you^et less limn 70 percent correct, repoa, 
)Ose sections of this module with which you had greater difficulty. 


1. There arc four key aspects to effective conirniiiiication skills. Tlicy include attending, responding, personalizing and 
initiating. Matcli the statement.s on the right to each of these four key aspects 


a. 

Attending 

1. 

Faellities the trainee's exploration of their feelings, attitudes and 
v'alucs. 

b. _ 

Responding 

2. 

Facilities the trainee’s al^iliw to act, to lay out a program of action 
that will help reach a desired goal. 

C. - 

Personalizing 

3. 

An c.ssential pre condition to instructing and helping. Involves 
obser\’ing, listening and being aware of your physical stance and 
posture as w'cll as the surrounding physical environment. 

cl. _ 

Initialing 

4. 

Makes the trainees feel icsponsibilin’ for their behavior or 
accountable for their part in a situation. Responses often 
incorporate the personal pronoun, ‘'you,” 


In the statement on counseling given below, fill in the missing blanks .selecting from the word list to make ilie 
statement read correctly. 


WORD LIST: interpersonal trainee counseling communktuion 

The counseling role of the related sub)ccis Insirucior requires that the instructor establish and maintain effective 
Ca) 

relationships with the apprentice trainees and utilize good Interpersonal (b) 

Broadly defined, (c) Isa reciprocal communk-aiion process based on a d>Tiamic relation 

ship between two persons. 

Tlie counseling procc.ss is important l^ccause It faciliiatcs increased self-awareness, self-acceptance, and self control 
on the pan of the (d) 


5 Tlic most important thijig about ariending skills l.sfhclrcfFeci on the motivation level of the trainees. Tliein.structor’s 
use of appropriate and effective attending skills c-an improve and increase intinee’s motivation. 

True or False 

i What are the three types of attending skills which you should know and use? 

a. 

b. 


The purpose of good responding skills is to tell trainees whai they can or should do. 

True or False — 

Give the general format of a response statement that reflects the feeling and content or meaning of a trainee’ 
expression. 

In contrast to effective responding skills, rypic’al ways of responding whicli are generally not cITcctivc in helping 
trainee explore his/her feelings and experience have been referred to asthe’‘dirtydozen.”Givciwo examples ofthe.si 
types of responses. 


b. 


In some situations It may be difficult to identify the trainee’s feelings. “Door openers’’ are useful in such situation 
because they communicate your intere.st In listening to the tmince and cncoiinige funher communication. Give tw< 
examples of "door openers." 

a. 

b 

Indicate two things which you can do tcD develop your skills in physically attending to your irainecs; 
a. 


b. 

Indicate two things which you can do to develop your responding skills-. 

a. 

b. 

Personalizing increases the trainee’s feelings of ownership and responsibility about a problem or situailon, whil 
intiating gives the trainee direction about setting a goal and how to reach It. 

True or False 

The personalizing response explicitly includes the personal pronoun “you," and indicates a general direction or gor 
that suggests whai the trainee would like to accomplish or solve. Give the general response format for personalizin, 
re.sponses. 




c. 


A-IA 


d i2) 

2. a. inierpcrsonai 

b. communication 

c. counseling 

d. trainee 

3. True 

4. a. physically attending d. physically attending 

b. observing e. listening 

c. listening f. observing 

5. False 

6. The general format for a responsive statement is: 

You feel (feeling) because (content or meiining) 

7. The "dirty dozen" include: 

1. Ordering, Directing, Commanding 

2. Warning, Admonishing. Threatening 

3. Exhorting, Moralizing, Preaching 

4. Advising, Giving Suggestions, or Solutions 

5. Lecturing, Giving Logical Arguments 

6. Judging, Critizing, Disagreeing, Blaming 

7. Praising, Agreeing 

8. Interpreting, Analyzing, Diagnosing 

9. Reassuring, Sympathizing, Consoling, Supporting 

10. Probing, Questioning, Interrogating 

11. Name calling, Ridiculing, Shaming 

12. Withdrawing. Distracting, Humoring, Diverting 

Check to see if your two examples match any two of the twelve li.sted above. Sec Cliapter 3 of the mt^dule forex 
of each of the.se types of responses. 

8. Fjtamples of "door openers” include the following: 

■‘1 see” 

■'Oh!” 

“Tell me about it.” 


0. Five things that you can do to develop your responding skills include: 

a. Identify the content and feeling (i.e., use good listening skills). 

b. Formulate a response statement. 

c. Communicate your response using the suggested format (You feel . . . because . . .). 

d. Avoid using the “dirt)' do/en" responses. 

e. Use "door openers" witen not sure what your response should be. 

1. True. 


2. The general response format for personalizing responses is: 

You feel/are feeling 

because you (deficit or problem) 

and (direction, goal, change) 

3. Tlic contents of a plan of action should: 

a. Identify tlie persons involved. 

b. State what Is to be done. 

c. Specify actions to be performed. 

d. Specify where actlon.s will take place. 

e. Specify how the action Is to be performed. 

f. Be based on a reasonable approach toward the goal. 

g. Include means for evaluation. 


